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THE  WHITE  HOUSE 

WASH INGTON 

June  2,  1980 


Dear  Mr.  Attorney  General: 

As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  conditionally  the 
Department  of  Justice's  consumer  program  established  under 
Executive  Order  12160.  The  Department's  program  will  play  a  vital 
role  in  assuring  that  consumer  interests  will  be  an  integral  part 
of  agency  decisionmaking. 

The  publication  of  agency  consumer  programs  on  June  9  will  mark  the 
culmination  of  several  years  of  work  by  many  capable  and  dedicated 
people  both  within  and  outside  the  government.  The  contribution  and 
assistance  provided  by  Mr  Guadalupe  Salinas  and  Mr.  Ron  Lively  of 
your  staff  have  been  particularly  helpful.  The  fact  that  Mr. 

Salinas  will  be  reporting  directly  to  you  and  participating  in 
Departmental  policy  development  should  provide  him  with  the  oppor¬ 
tunity  to  review  rules,  policies,  programs  and  legislation  to  assess 
their  impact  on  consumers.  However,  as  Mr.  Salinas  has  other 
responsibilities  besides  consumer  affairs,  his  position  does  not 
fully  meet  the  requirements  of  the  Executive  Order.  For  this  reason, 
my  approval  is  conditioned  upon  my  finding  in  the  course  of  the 
coming  year  that  this  arrangement  has  not  detracted  from  the  effective¬ 
ness  of  the  Department's  program. 

The  program  is  strengthened  by  establishing  a  Consumer  Affairs 
Council  to  assist  in  coordinating  the  Department's  consumer  activities, 
but  it  is  clear  that  it  will  be  critical  for  Mr.  Salinas  to  receive 
strong  support  from  other  units  of  the  Department.  I  also  urge  you 
to  consider  carefully  over  the  next  year  whether  the  objectives  of 
the  program  could  be  furthered  by  assigning  consumer  staff  directly 
to  Mr.  Salinas. 

With  the  publication  of  each  agency's  final  program,  a  new  phase  of 
our  work  begins.  This  office  will  work  closely  with  you  in  monitor¬ 
ing  the  effectiveness  of  the  Department's  consumer  program  in  meeting 
the  standards  of  the  Order  and  in  achieving  the  objectives  you  have 
set  for  the  Department.  During  this  time  my  staff  and  I  will  be 
available  to  help  in  any  way  we  can.  I  will  be  reporting  to  the 
President  at  the  end  of  each  fiscal  year  on  government-wide  progress 
under  the  Order,  and  I  am  sure  that  these  reports  will  reflect 
considerable  success. 


Thank  you  for  doing  your  part  in  this  effort.  I  am  confident  that 
implementing  this  Executive  Order  will  make  an  important  contribution 
to  consumer  welfare  in  the  United  Slates. 


Esther  Peterson 
Special  Assistant  to  the  President 
for  Consumer  Affairs 


The  Honorable  Benjamin  R.  Civiletti 
Attorney  General 
Washington,  D.  C.  20530 
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DEPARTMENT  OF  JUSTICE 

AGENCY:  Department  of  Justice. 

ACTION:  Final  Consumer  Program. 

SUMMARY:  The  purpose  of  the  Department  of  Justice 
Consumer  Program  is  to  improve  the  management, 
coordination  and  effectiveness  of  the  Department’s  activities 
which  affect  consumers,  in  compliance  with  Executive  Order 
12160.  The  Program  describes  the  structure  which  has  been 
established,  assigns  responsibilities,  and  establishes 
objectives. 

EFFECTIVE  DATE:  July  9, 1980. 

FOR  FURTHER  INFORMATION  CONTACT:  Mr.  Lupe  Salinas, 
Consumer  Affairs  Advisor,  Office  of  the  Attorney  General, 
Department  of  Justice,  10th  and  Constitution  Ave.,  N.W., 
Washington,  D.C.  20530,  (202)  633-2927. 

SUPPLEMENTARY  INFORMATION: 

ANALYSIS  OF  COMMENTS  ON  DRAFT  PROGRAM 

1.  Introduction 

Section  1.502  of  the  Executive  Order  states  that  final 
programs  “shall  include  a  summary  of  public  comments  on 
the  draft  program  and  a  discussion  of  how  those  comments 
are  reflected  in  the  final  program(s).” 

2.  Distribution  and  Evaluation 

The  Attorney  General  issued  a  memorandum  on 
November  23, 1979,  to  heads  of  all  offices,  boards,  divisions 
and  bureaus  within  the  Justice  Department,  requesting 
internal  comments  on  the  draft  program.  Additionally,  he 
received  oral  questions  and  comments  at  the  first  meeting  of 
the  Department’s  Consumer  Affairs  Committee.  He  also 
requested  comments  from  within  the  Department  through 
publication  of  articles  in  the  Department’s  personnel 
newspaper,  Justice  News,  and  the  LEAA  Newsletter,  which 
is  distributed  to  law  enforcement  agencies  throughout  the 
country. 

To  obtain  public  comments,  the  Attorney  General  issued  a 
press  release  on  December  14, 1979,  to  over  1,000  news 
media  contacts  requesting  responses  to  the  draft  program,  a 
copy  of  which  accompanied  the  release.  Several  thousand 
additional  copies  of  the  draft  program  were  distributed  by 
the  Consumer  Information  Center  at  Pueblo,  Colorado,  in  the 
Federal  Register  composite. 

The  Consumer  Affairs  Advisor  and  other  Department 
personnel  attended  and  participated  in  the  White  House 
Workshop  on  the  Executive  Order,  February  6, 1980. 

The  Consumer  Affairs  Advisor  also  received  comments 
from  staff  of  the  U.S.  Office  of  Consumer  Affairs. 

3.  Summary  of  Public  Comments 

Sixteen  individuals  commented  on  the  draft  program. 
Several  others  contacted  the  Department  for  copies  of 
publications. 

Seven  consumer  organizations  commented  in  writing  on 
the  draft  program.  Additionally,  the  Department  received 
comments  emanating  from  a  meeting  at  Philadelphia  at 
which  sixteen  consumer  organizations  were  represented. 

One  Legal  Services  entity,  one  State  agency,  and  two  trade 
associations  commented. 

Additionally,  three  corporations  contacted  the  Department 
to  provide  information  regarding  technical  services  available 
for  implementing  the  program. 

Of  the  above,  six  organizations  and  three  individuals 
provided  oral  comments  at  the  White  House  Workshop. 
Major  interest  was  expressed  in  the  Dispute  Resolution  Act, 
the  small  claims  brochure,  and  information  regarding  legal 
services. 


4.  Program  Strengths  and  Weaknesses 

Strengths :  Public  comments,  and  comments  by  the  U.S. 
Office  of  Consumer  Affairs,  indicated  the  following  strengths 
in  the  Department’s  draft  program: 

(a)  The  Consumer  Affairs  Advisor  is  in  administrative 
proximity  to'  the  Attorney  General,  with  direct  access. 

(b)  The  semi-annual  forms  are  a  constructive  concept. 

(c)  The  department-wide  Consumer  Affairs  Committee 
provides  a  mechanism  for  extending  the  program’s  impact 
throughout  the  Department. 

(d)  The  program  provides  for  participation  by  the  Advisor 
in  development  of  all  policies  and  programs  and  permits  a 
wide  degree  of  discretion,  with  jurisdictional  appeals 
directly  to  the  Attorney  General. 

(e)  The  program  specifically  lists  the  information  currently 
available  to  consumers. 

Weaknesses:  Since  the  Department  of  Justice  has  not  in 
the  past  had  a  departmental  consumer  program  of  the  type 
envisioned  by  the  Executive  Order;  since  the  Department’s 
mission  in  regard  to  consumers  is  generally  indirect  rather 
than  direct;  and  since  the  Department  operates  under 
stringent  legal  restraints  in  its  day-to-day  operations  and 
program  and  policy  development,  the  Department  has 
experienced  special  difficulties  in  devising  its  program. 

Internal  comments  from  units  of  the  Department  revealed 
sincere  and  well-rounded  concerns  with  issues  such  as  who 
constitutes  “consumers"  of  Department  services;  whether 
consumers  and  their  organizations  may  legally  “participate” 
in  decisions  of  a  litigative  nature;  whether  the  Advisor  can 
reasonably  be  expected  to  participate  in  the  development  of 
“all”  rules,  policies,  programs,  and  legislation;  whether  the 
Department  can  legally  provide  “technical  assistance”  to 
organizations  while  maintaining  its  constitutionally- 
mandated  indepencence  in  litigative  matters;  whether  a 
department  as  large  as  Justice,  with  many  diverse  functions 
and  responsibilities,  can  hope  to  conduct  a  single, 
coordinated  consumer  program;  and  whether  such  an 
ambitious  program  can  feasibly  be  accomplished  without 
special  appropriations  of  funds  for  this  purpose. 

Most  of  the  individuals  and  organizations  commenting  on 
the  program  indicated  general  approval  of  an  agreement 
with  the  basic  provisions  of  the  program.  Several  raised 
specific  isues,  which  are  discussed  in  subsection  (5)  below. 

5.  Miscellaneous  Comments 

Among  the  typical  comments  and  suggestions  received 
are: 

(a)  Increased  attention  to  the  needs  of  the  handicapped 
(League  for  Adequate  Welfare). 

(b)  Lack  of  specific  remedy  in  program  for  aggrieved 
consumers  (New  Jersey  Public  Advocate). 

(c)  Institution  of  a  merit  selection  process  for  choosing  the 
Advisor  (Philadelphia  Consumers  Pipeline). 

(d)  Inclusion  of  small  businessmen  and  small  farmers  in 
definition  of  "consumers,"  as  well  as  individuals  whose 
“health  and  safety”  are  affected  by  provisions  of  goods  and 
services  (Equal  Justice  Foundation  and  National  Consumers 
League). 

(e)  Increased  protection  of  older  persons  from  fraudulent 
and  deceptive  practices  (National  Retired  Teachers 
Association/American  Association  of  Retired  Persons). 

(f)  Need  for  Advisory  councils  (Phoenix  Senior  Action 
Forum). 

(g)  Need  for  specificity  on  how  mailing  lists  will  be 
compiled  (an  individual  from  Stillwater,  Oklahoma). 

(h)  Suggestions  as  to  content  of  training  program  (National 
Consumer  League). 

(i)  Establishment  of  a  telephone  “hot  line”  (National 
Consumers  League). 
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(j)  Public  funding  for  costs  of  “participation”  by 
individuals  and  organizations  (Public  Interest  Economics 
Center,  Equal  Justice  Foundation,  National  Consumers 
League). 

(k)  Use  of  paid  advertisements  in  newspapers  to  inform 
consumers  (National  Newspaper  Association). 

(l)  Use  of  Private  media  producers  for  preparation  of 
public  information  (Association  of  Media  Producers). 

6.  Changes  in  Final  Program 

The  Department  has  found  the  comments,  suggestions  and 
inquiries  regarding  the  draft  program  extremely  helpful  and 
enlightening.  While  the  constraints  of  time,  resources  and 
the  law  make  some  of  the  suggestions  impracticable  at  this 
time,  the  Department  has  taken  cognizance  of  the 
suggestions  and  will  attempt  to  incorporate  into  the  program 
those  which  are  the  most  relevant  and  desirable. 

Following  is  a  listing  of  changes  in  the  final  program  which 
have  been  made  since  the  close  of  the  comment  period  and 
explanations  for  those  changes: 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

B.  Size  and  Resources 

1.  The  committee  of  five  permanent  designees  has  been 
renamed  the  Consumer  Policy  Unit  to  distinguish  it  from  the 
larger  Consumer  Affairs  Committee. 

2.  The  Consumer  Policy  Unit  membership  originally 
assigned  to  the  Office  for  Improvements  in  the 
Administration  of  Justice  has  been  reassigned  to  the  Civil 
Rights  Division,  which  has  greater  operating  responsibility  in 
consumer  affairs  and  greater  capacity  for  fulfilling  the  Unit’s 
assignments.  The  current  plan  is  flexible  with  respect  to 
permanent  members  of  the  Consumer  Policy  Unit. 

3.  A  paragraph  discussing  the  Consumer  Policy  Unit's 
responsibilities  has  been  added  to  clarify  the  nature  of  the 
Unit. 

4.  In  the  interests  of  efficient  management,  the  Advisor  has 
been  given  authority  to  grant  provisional  exemptions  from 
obligations  imposed  by  the  Program  to  any  unit  of  the 
Department  that  he  finds  has  only  limited  consumer  impact. 

C.  Relationship  With  Other  Consumer  Personnel  and 
Department  Operating  Units 

A  Department  Consumer  Impact  chart  has  been  appended 
to  comply  with  a  request  by  the  Executive  Director  of  the 
Consumer  Affairs  Council  for  an  organization  chart  showing 
the  relationship  of  the  Program  to  other  operations  of  the 
Department  and  to  clarify  the  relative  impact  and 
involvement  of  the  various  units  of  the  Department. 

D.  United  States  Attorneys’  Offices 

This  is  an  entirely  new  subsection  and  was  added  to 
reflect  the  significance  of  U.S.  Attorneys'  offices  to  the 
Department’s  Program. 

E.  Participation  in  Development  and  Review  of  Department 
Rules,  Policies,  Programs  and  Legislation 

1.  The  phrase  “by  the  head  of  a  unit"  has  been  inserted 
into  the  first  sentence  at  the  suggestion  of  the  Attorney 
General  to  clarify  the  responsibility  of  each  unit  head  to 
notify  the  Advisor  of  matters  being  considered  which  would 
impact  upon  consumers. 

2.  A  sentence  regarding  the  Advisor's  location  near  the  top 
of  the  Department’s  policy  structure  has  been  added  to 
illustrate  his  or  her  position  in  the  decisionmaking  process. 


II.  CONSUMER  PARTICIPATION 

A.  Stage  at  Which  Consumer  Participation  Begins 

1.  A  clause  has  been  inserted  in  the  second  sentence 
indicating  that  the  Attorney  General’s  statement  regarding 
consumer  participation  will  direct  units  to  conduct 
“outreach”  efforts  when  appropriate.  This  is  to  emphasize 
the  affirmative  responsibility  of  units  to  initiate  contacts 
with  consumers  and  to  seek  their  views. 

B.  Avenues  of  Participation 

1.  Reference  to  a  form  which  can  be  used  for  inclusion  on 
the  Department’s  consumer  affairs  mailing  list  has  been 
inserted.  The  form  is  appended  to  the  Program. 

2.  The  unit  through  which  consumers  will  be  informed  of 
matters  pending  for  public  comment  has  been  renamed.  The 
new  name  is  the  Office  of  Public  Affairs. 

3.  Reference  is  made  to  publication  of  a  Department 
newsletter  by  the  Office  of  Public  Affairs.  This  component  of 
the  Program  was  inserted  to  strengthen  the  Department’s 
commitment  to  consumer  participation  and  consumer 
information. 

4.  Primary  responsibility  for  initiating  the  semiannual 
forums  has  been  changed  from  the  Attorney  General  to  the 
Advisor,  the  Consumer  Policy  Unit,  and  Department  officials, 
upon  approval  of  the  Attorney  General,  contingent  upon  the 
availability  of  funds.  This  change  was  made  as  an 
operational  necessity. 

C.  Consumer  Participation  Contact  Point 

This  listing  was  added  to  clarify  the  exact  point  within  the 
Department  for  decisionmaking  on  questions  of  consumer 
participation. 

III.  INFORMATIONAL  MATERIALS 
Department  Information  Services 

1.  Several  references  to  Department  information  available 
to  consumers  have  been  added,  based  upon  facts  secured  in 
the  Advisor’s  initial  inventory  of  Department  consumer  \ 
affairs  resources,  discussed  in  more  detail  in  the  section  on 
complaint  handling.  These  references  have  been  included  to 
provide  a  more  comprehensive  presentation  of  current 
informational  resources. 

2.  The  listing  of  Department  publications  at  the  end  of  the 
Program  has  been  updated,  and  specific  sources  have  been 
identified  from  which  the  publications  are  available. 

3.  The  Mail  Referral  Unit  and  Main  Department 
Switchboard  have  been  designated  as  the  primary  contact 
points  for  Department  information,  when  consumers  are 
unaware  of  the  proper  unit  to  contact. 

4.  A  statement  regarding  Department  policy  on  the  release 
of  information  has  been  added. 

5.  Responsibility  for  reviewing  Department  informational 
materials  has  been  expanded  to  specifically  include  the 
Consumer  Affairs  Committee  and  "such  operating  personnel 
and  public  information  staff ...  as  may  be  required.”  The 
objective  here  is  to  clarify  that  all  units  of  the  Department 
may  be  required  to  assist  the  Advisor  in  this  regard. 

6.  A  target  date  for  completion  of  the  review  of  the 
materials  has  been  added. 

7.  Reference  is  made  to  a  recent  Department  decision  to 
participate  in  funding  a  new  consumer  publication  on  the 
Freedom  of  Information  Act. 

8.  The  status  of  Department  consideration  of  a  small 
claims  publication  has  been  revised.  A  targeted  decision 
date  is  added. 

9.  Reference  to  a  publication  on  the  Dispute  Resolution  Act 
has  been  deleted  for  reasons  discussed  in  “IV,  Education 
and  Training,”  below. 


Federal  Register  /  Vol.  45,  No.  112  /  Monday,  June  9,  1980  /  Notices 


39211 


10.  Mention  has  been  made  of  the  Department’s 
distribution  of  the  Consumer's  Resource  Handbook. 

11.  Responsibility  for  publishing  a  quarterly  Department 
consumer  affairs  newsletter  has  been  specified. 

IV.  EDUCATION  AND  TRAINING 

A.  Responsibility  for  Educating  Staff  Members  About 
Consumer  Program. 

Responsibility  for  this  function  has  been  expanded  to 
provide  greater  resources  to  the  Advisor. 

B.  Methods  of  Education 

1.  A  report  on  Department  efforts  in  this  field  to  date  has 
been  included. 

2.  Reference  to  a  directory  or  “network”  of  Department 
consumer  affairs  officials  has  been  inserted  to  provide  a 
mechanism  for  communication  between  the  Advisor  and 
various  points  in  the  Department. 

3.  Mention  has  been  made  of  the  complaint  and  inquiry 
guide  as  an  educational  device. 

C.  Specialized  Training  for  Consumer  Affairs  Personnel 

1.  This  subsection  of  the  Program  has  been  redrafted  to  fix 
responsibility  for  specialized  training  and  to  reflect  the 
progress  made  to  date  in  the  Department’s  consideration  of 
training  alternatives. 

2.  Reference  has  been  included  to  expanded  participation 
by  Department  personnel  in  interagency  activities,  as 
training  mechanisms. 

D.  Consumer  Affairs  Specialist  Position  Series 

A  statement  of  the  Department’s  current  position  on  this 
matter  has  been  added  to  the  Program. 

E.  Technical  Assistance  to  Consumers  and  Their 
Organizations  and  Contact  Point 

(1)  A  statement  of  Department  policy  on  technical 
assistance  has  been  added,  and  the  Advisor  has  been 
specifically  designated  as  the  contact  point  for  questions 
relating  to  this  aspect  of  the  program. 

(2)  Previous  references  to  the  Dispute  Resolution  Resource 
Center  have  been  deleted,  because  it  is  not  known  at  this 
time  whether  funds  will  be  available  for  implementation  of 
the  Dispute  Resolution  Act. 

V.  COMPLAINT  HANDLING 

A.  Statement  of  Department  of  Justice  Policy 

This  subsection  is  entirely  new.  It  was  added  to  promote 
greater  understanding  of  the  Department’s  policy. 

B.  Heightening  Public  Awareness 

References  have  been  added  to  the  Department’s  quarterly 
newsletter  and  to  sending  Department  consumer  affairs 
releases  to  consumer  organizations. 

C.  Complaint  Handling  Practices  and  Procedures 

1.  The  content  of  the  Advisor’s  directives  has  been 
explicitly  outlined  to  comply  with  the  guidelines  established 
by  the  Special  Assistant  to  the  President  for  Consumer 
Affairs  in  her  memorandum  dated  October  4, 1979. 

2.  Responsibility  for  assisting  the  Advisor  in  his  duties 
under  this  section  has  been  clarified. 

D.  Timetable  for  Inventories 

This  subsection  is  new  and  is  intended  to  provide  more 
specifics  of  the  Department’s  plans  regarding  complaints  and 
inquiries. 


E.  Tentative  Observations 

1.  This  subsection  is  new  and  presents  several 
observations  based  on  the  Department’s  inventory  and 
deliberations  to  date.  It  is  intended  to  provide  information  on 
the  types  of  matters  which  the  Department  must  consider  as 
it  reviews  complaints  and  inquiry  practices  and  procedures. 

2.  The  subsection  establishes  a  permanent  Subcommittee 
on  Complaints  and  Inquiries  within  the  Consumer  Affairs 
Committee.  The  subsection  also  establishes  a  target  date  for 
standards. 

F.  Complaint  and  Inquiry  Contact  Points 

This  is  a  new  subsection  referring  to  an  appended  list  of 
major  Department  complaint  and  inquiry  contact  points.  The 
purpose  is  to  clarify  the  major  areas  within  the  Department 
in  which  complaint  and  inquiry  responsibilities  are  focused. 
This  should  not  be  interpreted  as  a  comprehensive  listing  of 
such  points. 

G.  Consumer  Complaint  and  Inquiry  Guide 

This  is  substantially  a  new  subsection  and  is  intended  to 
provide  more  information  as  to  the  plans  for  the  guide. 

H.  Evaluation  of  Complaint  Handling  Systems 

This  subsection  has  been  rewritten  to  provide  for 
assistance  to  the  Advisor  in  evaluating  the  systems  and  to 
emphasize  that  evaluating  the  systems  is  an  ongoing  process 
rather  than  a  singular  occurrence. 

I.  Statistical  Analysis 

This  subsection  has  been  amended  to  provide  that  (a)  the 
Advisor  shall  recommend  improvements  to  the  Attorney 
General  and  (b)  Department  decisionmakers  shall  consider 
patterns  of  complaints  reported  by  the  Advisor  in  conducting 
their  policy  analysis  and  planning. 

CONCLUSION  OF  ANALYSIS 

The  changes  indicated  above  reflect  many  of  the 
comments  received  from  consumers,  consumer 
organizations,  the  U.S.  Office  of  Consumer  Affairs  and 
persons  within  the  Department.  Other  specific  changes 
which  were  suggested  were  not  instituted  for  various 
reasons,  including  insufficient  resources  or  absence  of 
statutory  authority.  The  Department  of  Justice  believes  the 
Program  which  follows  provides  significant  potential  for 
improving  the  Department's  services  to  consumers.  The 
Department  welcomes  future  participation  by  consumers  in 
this  continuing  effort. 

Accordingly,  the  following  Consumer  Program  is  adopted 
for  the  Department  of  Justice: 

CONSUMER  PROGRAM 

Department  of  Justice 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

A.  Staff  Location 

In  November  1979  the  Department  established  the  position 
of  Consumer  Affairs  Advisor  to  the  Attorney  General.  The 
Advisor  is  located  in  the  Attorney  General’s  office,  as  is 
reflected  in  the  organization  chart  appended  hereto,  and 
reports  directly  to  the  Attorney  General 

B.  Size  and  Resources 

The  advisor  shall  be  assisted  by  a  Department  Consumer 
Policy  Unit  made  up  of  permanent  designees  from  four 
offices,  currently  the  Executive  Office  of  the  United  States 
Attorneys,  the  Justice  Management  Division,  the  Consumer 
Affairs  Section  of  the  Antitrust  Division,  and  the  Civil  Right 
Division.  In  addition,  the  Advisor  shall  be  given  such 
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additional  legal,  paralegal,  secretarial  and  other  support 
from  other  boards,  offices,  divisions,  and  bureaus  as  needed 
to  fulfill  his/her  functions  under  this  Program. 

The  four  permanent  designees,  and  the  advisor,  shall 
devote  approximately  50  percent  of  their  time  to 
implementing  the  Department’s  Consumer  Program.  This 
approach  provides  the  Advisor  and  the  designees  the 
opportunity  not  only  to  coordinate  the  diverse  consumer 
interests  of  the  Department  but  also  to  perform  other 
traditional  consumer  services.  For  example,  the  current 
Advisor’s  other  responsibilities  are  in  immigration  and 
Hispanic  affairs.  In  these  areas  much  consumer  participation 
has  occurred  and  resulted  in  several  significant  decisions, 
including  a  temporary  Immigration  and  Naturalization 
Service  enforcement  policy  during  the  decennial  census  and 
the  bilingual  (English/Spanish)  issuance  of  press  releases  of 
interest  to  the  Hispanic  community. 

The  Consumer  Affairs  Advisor’s  responsibilities  shall 
include: 

1.  Assisting  in  the  development,  review  and  coordination 
of  Departmental  policies,  procedures,  programs,  rules  and 
legislation  that  affect  consumers  (to  the  extent  that  his/her 
participation  is  not  inconsistent  with  the  law); 

2.  Seeking  to  generate  a  public  constituency  for  the 
enforcement  of  federal  laws; 

3.  Serving  as  the  representative  of  the  Department  of 
Justice  on  the  Consumer  Affairs  Council  and  as  liaison  with 
other  federal,  state,  and  local  agencies,  the  activities  of 
which  affect  consumers  with  regard  to  matters  within  the 
jurisdiction  of  the  Department; 

4.  Providing  support  and  advice  to  the  Attorney  General  to 
insure  proper  consideration  of  the  potential  effect  of 
Departmental  activities  on  consumers; 

5.  Obtaining  consumer  views  on  Departmental  operations, 
policies,  procedures,  programs,  rules  and  legislation,  as 
appropriate; 

6.  Establishing  adequate  Departmental  procedures  for 
prompt  and  complete  response  to  consumer  inquiries  and 
complaints; 

7.  Coordinating,  enhancing  and  clarifying  information, 
disseminated  to  consumers  by  the  Department,  and 
determining  which  of  the  information  shall  be  provided  in 
more  than  one  language;  that  information  is  currently 
disseminated  in  five  principal  ways:  (a)  response  to 
consumer  complaints;  (b)  general  information  supplied 
through  the  media  about  Departmental  action;  (c)  speeches 
and  policy  statements  by  Department  representatives;  (d) 
consumer  education  programs;  (e)  publications; 

8.  Determining,  upon  consultation  with  the  Consumer 
Policy  Unit,  which  Departmental  units  should  be 
provisionally  exempted  from  the  obligations  imposed  by  the 
Program  because  of  their  limited  consumer  impact;  and 

9.  Implementing,  upon  the  advice  of  appropriate 
Department  officals,  an  education  and  training  program. 

C.  Relationship  to  Other  Consumer  Personnel  and 
Department  Operating  Units 

Policy  development  and  program  planning  and  evaluation 
in  consumer-related  matters  are  conducted  primarily  by  the 
individual  operating  units  of  the  Department.  Such  units 
shall  continue  to  have  primary  responsibility  for  addressing 
consumer  concerns  related  to  the  unit’s  activities.  To 
implement  this  plan  and  to  coordinate  consumer-related 
activities  in  the  Department,  a  Consumer  Affairs  Committee 
has  been  created  within  the  Department.  The  Committee 
consists  of  one  person  designated  by  the  head  of  each  unit  of 
the  Department  (division,  board,  bureau,  or  office).  These 
designees  are  generally  persons  with  responsibility  for 
handling  public  inquiries  and  complaints  and/or  programs 


with  significant  public  involvement  and/or  impact.  The 
locations  of  the  Advisor,  the  Consumer  Policy  Unit,  and  the 
Consumer  Affairs  Committee  are  shown  on  the  appended 
organization  chart. 

D.  United  States  Attorneys’  Offices 

The  United  States  Attorneys  are  the  chief  law  enforcement 
representatives  of  the  Attorney  General  within  the  ninety- 
four  judicial  districts  covering  the  United  States  and  its 
possessions.  They  are  the  field  units  of  the  Department  of 
Justice  and  range  in  size  from  one  or  two  attorneys  to  over 
150  attorneys.  In  a  very  real  sense,  they  are  the  Department's 
eyes  and  ears,  as  well  as  its  enforcement  arm,  throughout  the 
country,  and  therefore  they  are  a  principal  point  of  contact 
for  the  Department  with  consumers  and  the  general  public. 

The  Advisor  spoke  at  the  most  recent  annual  U.S. 
Attorney's  Conference,  advising  the  U.S.  Attorneys  of  the 
history  and  goals  of  the  Department’s  Consumer  Plan.  He 
requested  each  U.S.  Attorney  to  designate  a  consumer 
contact  in  his/her  office.  The  EOUSA  designee  on  the 
Consumer  Policy  Unit  will  supervise  the  completion  of  this 
and  other  efforts  to  make  the  various  U.S.  Attorney’s  Offices 
more  responsive  to  consumers. 

E.  Participation  in  Development  and  Review  of  Department 
Rules,  Policies,  Programs  and  Legislation 

1.  Notification  procedure.  The  Advisor  shall  be  notified  by 
the  head  of  a  unit  whenever  that  unit  is  contemplating  a  new 
policy  or  program  initiative  that  may  have  impact  on 
consumers.  He/she  shall  be  advised  by  the  Office  of  Legal 
Counsel  on  regulations  under  consideration  and  by  the 
Office  of  Legislative  Affairs  on  legislative  matters.  The 
Advisor,  because  of  his/her  position  as  Special  Assistant  to 
the  Attorney  General,  has  access  to  various  reports  and 
documents  which  advise  of  programs,  policies,  regulations 
and  legislation  which  are  under  consideration  by  the 
Department. 

The  Advisor  shall  also  initiate  communications  with 
appropriate  officials  at  all  levels  of  the  Department  to  keep 
informed  about  rules,  policies,  programs  and  legislation 
under  consideration  and  implementation. 

2.  Stage  at  which  participation  begins.  The  Advisor  may 
participate  at  any  stage  of  decisionmaking,  to  the  extent 
permitted  by  law,  to  facilitate  consideration  of  consumer 
concerns. 

3.  Methods  of  participation.  The  Advisor  may  participate 
in  whatever  manner  he/she  deems  appropriate.  If  a  unit 
head  and  the  Advisor  disagree  on  the  proper  role  of  the 
Advisor,  the  Attorney  General  will  resolve  the  question. 

II.  CONSUMER  PARTICIPATION 

A.  Stage  at  Which  Consumer  Participation  Begins 

The  Attorney  General  will  issue  a  statement  supporting 
direct  consumer  participation  in  early  policy  and  program 
development  in  appropriate  matters.  He  will  direct  that  each 
unit  consider  the  viewpoint  of  consumers  in  matters  of 
consumer  concern  and  conduct  "outreach"  efforts  when 
appropriate.  To  implement  this  goal,  the  Advisor  shall 
consult  with  the  head  of  each  unit  of  the  Department  to 
consider  matters  appropriate  for  consumer  participation.  By 
the  end  of  this  calendar  year,  the  Advisor  and  the  head  of 
each  unit  shall  devise  and  implement  a  plan  for  early  and 
meaningful  consumer  participation  in  such  matters.  Should 
the  Advisor  and  the  unit  head  disagree  on  the 
appropriateness  of  consumer  participation  in  a  given  matter, 
the  Attorney  General  will  resolve  the  question.  Consumer 
participation  shall  begin  in  designated  matters  at  the  policy 
development  stage  or  at  the  rule  or  legislative  drafting  stage. 
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B.  Avenues  of  Participation 

The  Attorney  General  will  direct  all  units  of  the 
Department  to  give  full  consideration  in  the  course  of 
decisionmaking  to  concerns  of  consumers.  In  addition: 

1.  The  Department  will  maintain  a  calendar  of  all  matters 
issued  for  public  comment  with  the  appropriate  closing  date 
and,  through  its  Office  of  Public  Affairs,  will  inform 
interested  consumer  groups  that  such  matters  are  pending  for 
public  comment.  The  Advisor  shall  compile  a  list  of  persons 
interested  in  notification  and  they  shall  be  placed  on  the 
appropriate  mailing  list.  Attached  to  this  Program  is  a  form 
which  representatives  of  consumers  and  consumer/public 
interest  organizations  may  fill  out  and  mail  to  the  Advisor, 
so  that  their  names  can  be  added  to  the  mailing  list. 

2.  The  Office  of  Public  Affairs  will  issue,  on  behalf  of  the 
Attorney  General,  a  press  release  announcing  the 
publication  of  this  Plan  and  inviting  consumer  groups 
interested  in  the  Department’s  activities  to  request  their 
inclusion  on  the  Department's  consumer  mailing  list. 

3.  The  Office  of  Public  Affairs  will  prepare  a  Department 
newsletter  for  consumers  on  a  quarterly  basis. 

4.  If  resources  are  available,  the  Department  will  conduct, 
on  a  semi-annual  basis,  forums  for  direct  expression  of 
consumer  views  on  Departmental  Programs  and  policies.  The 
Advisor,  in  consultation  with  the  Consumer  Policy  Unit  and 
upon  the  approval  of  the  Attorney  General,  will  collaborate 
with  the  Departmental  officials  in  the  planning  of  these 
forums  which  will  address  a  limited  number  of  issues  with 
which  the  Department  is  involved.  Such  forums  shall  be 
conducted  as  town  meetings  with  a  general  statement  of 
policies  and  issues  followed  by  an  opportunity  for  direct 
public  comment  and  response.  Such  meetings  shall  be  held  in 
appropriate  major  cities,  generally  outside  of  Washington. 

5.  Consumer  participation  shall  occur  only  in  accordance 
with  the  plans  devised  jointly  by  the  Advisor  and  units,  as 
directed  by  the  Attorney  General,  or  as  invited  by  the  unit. 

C.  Consumer  Participation  Contact  Point 

Consumer  Affairs  Advisor,  Office  of  the  Attorney  General, 
Department  of  justice,  Washington,  D.C.  20530  (202)  633-2927 

III.  INFORMATIONAL  MATERIALS 
A.  Department  Information  Services 

1.  Usefulness  of  Current  Material 

The  Department  has  publications  available  that  provide 
information  about  the  Department  or  areas  of  public 
concern. 

(a)  A  24-page  booklet  entitled  “Legal  Activities”  describes 
the  legal  activities  of  the  Department  by  division  and  other 
operating  unit. 

(b)  The  Antitrust  Division  publishes  a  booklet  entitled 
"Antitrust  and  the  Consumer,”  which  explains  the  purposes 
of  the  antitrust  laws. 

(c)  The  Immigration  and  Naturalization  Service  publishes 
booklets  on  immigration  laws,  naturalization  requirements, 
and  many  other  immigration  matters. 

(d)  The  Community  Relations  Service  has  published 
booklets  on  effective  human  relations  commissions,  minority 
problems  in  prisons,  racial  disputes  in  high  schools,  tips  for 
educators  and  police  in  school  disputes,  and  others. 

(e)  The  Drug  Enforcement  Administration  has  available  a 
coloring  book  on  drugs  and  health,  and  other  publications 
regarding  drug  abuse. 

(f)  The  Office  of  Justice  Assistance,  Research,  and 
Statistics,  the  Federal  Bureau  of  Investigation,  the  Bureau  of 
Prisons,  the  U.S.  Marshals  Service,  and  other  units  of  the 
Department  publish  material  about  their  responsibilities  and 
about  matters  of  general  concern. 


(g)  The  Civil  Rights  Division  has  published  a  booklet  in 
Spanish  describing  the  activities  of  that  Division,  “La 
Division  de  Derechos  Civiles  (Derechos  Humanos).” 

(h)  The  Office  of  Information  Law  and  Policy  publishes  the 
"Freedom  of  Information  Case  List"  which  includes  a  list  of 
law  review  articles  and  published  court  decisions  relating  to 
the  Freedom  of  Information  Act  and  the  Privacy  Act.  This 
publication  includes  one  secton  which  serves  as  a  brief  guide 
to  information  law.  This  Office  also  publishes  the  "FOIA 
Update,”  a  quarterly  summary  of  current  developments  in 
this  field.  These  publications  are  available  to  individuals 
only  through  the  Superintendent  of  Documents,  Government 
Printing  Office,  Washington,  D.C.  20402,  and  through  local 
GPO  stores  (“Case  List”  Stock  No.  :027-000-00779-1; 

“Update”  Stock  No.  :027-000-80002-5).  Consumers  should 
consult  the  GPO  for  current  prices.  [Also  see  “Plans  for 
Improvement”  below]. 

(i)  In  an  effort  to  acquaint  the  public  with  Departmental 
programs  and  activities,  the  Office  of  the  Assistant  Attorney 
General,  Justice  Management  Division,  recently  assembled  a 
slide  presentation  and  narrative  overview  of  the  Department 
which  will  be  given  upon  public  request.  Requests  may  be 
directed  to: 

Assistant  Attorney  General,  Justice  Management  Division, 
Department  of  justice,  Washington,  D.C.,  Tel.  (202)  633-3101 

Additionally,  many  units  of  the  Department  from  time  to 
time  produce  “special  purpose”  materials,  usually  in 
photocopy  form,  for  use  in  responding  to  specific  needs.  For 
instance,  the  Criminal  Division’s  Office  of  Economic  Crime 
Enforcement  produced  a  six-page  description  of  that  Office’s 
mission  and  activities.  Other  offices  regularly  provide  such 
information  in  response  to  requests. 

A  listing  of  current  publications  and  information  contact 
points  is  set  forth  at  the  end  of  this  Program.  Generally,  if 
consumers  need  information  from  the  Department  which  can 
legaly  be  provided,  and  if  they  are  uncertain  as  to  the  proper 
unit  to  contact,  written  requests  can  be  directed  to  : 

Chief,  Mail  Referral  Unit,  Records  Management  Group,  justice 
Management  Division,  Department  of  Justice,  Washington,  D.C. 
20530,  or  Telephone  Main  Switchboard:  (202)  633-2000 

It  should  be  noted  that  professional  ethical  standards  and 
law  enforcement  concerns  make  it  inappropriate  for  the 
Department  to  provide  information  regarding  ongoing 
investigations,  matters,  and  cases:  further,  considerations  of 
privacy  and  the  protection  of  rights  prevents  the 
characterization  of  any  individual  or  organization  as  to  any 
matter  not  involving  information  of  public  record.  No 
authorization  or  appropriation  exists  for  the  performance  of 
legal  research  for  private  individuals  or  organizations; 
however,  the  National  Criminal  Justice  Reference  Service  of 
OJARS  provides  bibliographic  material  on  the  criminal 
justice  system.  Also,  as  a  Federal  Depository,  government 
publications  are  accessible  for  on-the-premises  review  in  the 
main  library  in  Washington.  The  remainder  of  the  collection 
may  be  used  on  premises  by  serious  researchers  within  the 
constraints  necessitated  by  limitations  of  staff,  facilities,  and 
materials,  which  must  first  be  available  to  Department 
personnel. 

The  Department  believes  the  materials  currently  available 
are  generally  satisfactory  and  meet  the  needs  for  which  they 
are  intended:  however,  the  Department  recognizes  that  there 
is  always  room  for  improvement. 

2.  Plans  for  Improvement 

The  Advisor,  in  conjunction  with  the  Consumer  Affairs 
Committee,  and  such  operating  personnel  and  public 
information  staff  of  the  various  offices,  boards,  divisions  and 
bureaus  as  may  be  required  shall  form  a  task  force  to  review 
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the  Department’s  informational  materials  as  to  currency, 
completeness,  and  utility.  The  Advisor  shall  then  make 
recommendations  for  improvement,  including 
recommendations  as  to  which  materials  should  be  translated 
into  one  or  more  foreign  languages. 

The  above  review  shall  be  included  and  recommendations 
made  prior  to  the  conclusion  of  the  current  calendar  year, 
December  31, 1980. 

The  Advisor  shall  consult  appropriate  governmental 
entities,  including  the  General  Services  Administration 
Consumer  Information  Center/Federal  Information  Center, 
regarding  methods  for  achieving  optimum  distribution  of  the 
Department’s  informational  materials. 

The  Office  of  Information  Law  and  Policy  has  assisted  the 
Consumer  Information  Center  of  GSA  in  the  preparation  of  a 
draft  publication  on  the  Freedom  of  Information  Act  and  the 
Privacy  Act.  The  draft  publication  is  considered  more 
appropriate  for  wide-scale  distribution  than  existing 
publications.  The  Department  has  decided  to  participate  in 
funding  this  brochure,  and  final  arrangements  are  now  being 
made.  When  the  publication  is  available,  it  will  be  listed  in 
the  Consumer  Information  Catalog  and  will  be  distributed,  in 
single  copies,  through: 

Consumer  Information  Center,  Pueblo,  Colorado  81009 

Additionally,  the  Department  is  continuing  to  review 
available  literature  on  small  claims  court  procedures  and  is 
exploring  the  availability  of  funds  for  publication  of  a 
brochure  on  this  subject.  A  Departmental  decision  should  be 
reached  by  the  end  of  the  calendar  year,  December  31, 1980. 

As  noted  elsewhere,  the  Department  has  distributed  10,000 
copies  of  the  Consumer’s  Resource  Handbook  to 
Departmental  personnel  around  the  country,  along  with  a 
memorandum  from  the  Attorney  General  urging  that  the 
handbook  be  relied  upon  in  providing  information  and 
referrals.  Additionally,  44,000  copies  of  the  handbook  are 
being  distributed  to  the  public,  in  single  copies  by  the 
Department. 

As  noted  elsewhere,  the  Department  will  publish  a 
quarterly  newsletter  containing  information  of  consumer 
interest.  Such  a  publication  would  be  the  responsibility  of 
the  Public  Affairs  Office  in  cooperation  with  the  Advisor,  the 
Consumer  Policy  Unit,  the  Consumer  Affairs  Committee,  and 
the  various  operating  units  of  the  Department. 

Information  on  Agendas  of  Public  Meetings 

1.  Format  of  Materials 

2.  Manner  of  Notification  and  Distribution 

Explanatory  materials  for  consumer  meetings  in  the 
Department  shall  be  prepared  by  the  unit  involved  with 
appropriate  assistance  from  the  Advisor.  The  materials  shall 
describe  general  topics  of  concern  as  well  as  the  date,  time, 
place  and  format  for  the  meeting.  They  shall  invite 
suggestions  for  additional  topics  to  be  addressed  at  the 
meeting.  These  materials  shall  be  made  available  through 
the  Office  of  Public  Affairs  and  shall  be  mailed  to 
approppriate  organizations  in  the  area  in  which  the  meeting 
is  to  take  place. 

IV.  EDUCATION  AND  TRAINING 

A.  Responsibility  for  Educating  Staff  Members  About 
Consumer  Program 

Education  of  Department  personnel  regarding  the  Order 
and  the  Department’s  Consumer  Program  shall  be  a 
continuing  responsibility  of  the  Advisor,  the  Consumer 
Policy  Unit,  the  Consumer  Affairs  Committee,  the  heads  of 
offices,  boards,  divisions  and  bureaus,  the  Office  of  Public 
Affairs  in  cooperation  with  the  information  offices  of  the 


bureaus,  and  the  Personnel  and  Training  Staff  of  the  Justice 
Management  Division. 

B.  Methods  of  Education 

The  education  process  began  in  November,  1979,  with 
distribution  of  the  draft  program  to  heads  of  all  units  for 
comment.  The  Order  and  Program  have  been  discussed  in 
detail  at  subsequent  meetings  of  the  Consumer  Policy  Unit 
and  the  Consumer  Affairs  Committee,  and  the  Advisor 
addressed  the  subject  at  a  conference  of  U.S.  Attorneys  from 
around  the  country.  Articles  regarding  the  Order  and 
Prorram  have  appeared  in  Justice  Ngws,  the  Department’s 
employee  newspaper,  and  other  publications.  Similar 
opportunities  for  publicizing  the  Program  will  arise  in  the 
future.  Several  unit  heads  have  expressed  their  intention  of 
issuing  directives  regarding  aspects  of  the  Program  in 
addition  to  the  planned  directives  of  the  Advisor. 

Distribution  of  the  Consumer’s  Resource  Handbook,  with  a 
cover  memorandum  from  the  Attorney  General,  has  also 
been  a  valuable  method  of  calling  attention  to  the  Program. 

Additionally,  numerous  personnel  throughout  the 
Department  have  become  aware  of  the  Order,  the  Program, 
the  recommendations  of  Technical  Assistance  Research 
Associates,  Inc.,  and  related  materials,  by  preparing 
responses  to  the  Advisor’s  inventory  questionnaire, 
discussed  in  the  section  on  complaint  handling,  below.  As 
part  of  the  inventory  process,  the  Advisor  shall  compile  and 
maintain  a  directory  of  officials  and  personnel  throughout 
the  Department  with  a  high  degree  of  responsibility  in 
consumer-related  matters.  This  directory  shall  constitute  a 
network  by  which  the  Advisor  may  promptly  and  directly 
communicate  with  key  personnel  regarding  this  Program. 

The  complaint  and  inquiry  guide,  also  discussed  under  the 
complaint  handling  section  below,  will  assist  in  educating 
and  training  individuals  throughout  the  Department.  The 
guide  will  include  elements  of  the  Order  and  Program,  the 
major  consumer  resources  of  this  Department  and  others, 
suggestions  on  responding  to  consumers  in  a  courteous  and 
professional  manner,  guidelines  as  to  the  substance  of 
responses,  and  disclosure  policies  regarding  pending 
Departmental  matters. 

The  Attorney  General  will  advise  each  unit  of  the 
Department  of  the  publication  of  the  final  version  of  the 
Consumer  Program  and  of  their  responsibilities  under  the 
Program  of  circulating  copies  of  the  Program  with  a  cover 
memorandum.  The  Advisor,  the  Consumer  Policy  Unit,  and 
the  Consumer  Affairs  Committee  shall  respond  to  inquires 
about  the  Program  and  shall  help  units  in  implementation  of 
the  Program. 

C.  Specialized  Training  for  Consumer  Affairs  Personnel 

Basic  responsibility  for  determining  the  consumer  affairs 
training  requirements  of  the  Department,  including 
employees  of  the  bureaus,  shall  rest  with  the  various  unit 
heads  and  the  Career  Management  Group  of  the  Justice 
Management  Division,  in  consultation  with  the  Advisor. 
Contacts  thus  far  have  indicated  a  preliminary  willingness 
on  the  part  of  the  unit  heads  to  authorize  appropriate 
training  for  over  a  hundred  employees  at  various  levels  and 
in  a  wide  range  of  positions.  The  Advisor,  the  Career 
Management  Group,  and  the  heads  of  the  units  shall  further 
evaluate  the  desirability  and  feasibility  of  various 
alternative  methods  of  providing  such  a  training  program. 
The  Department’s  determination  as  to  the  specifics  of  such  a 
program,  however,  shall  be  partly  contingent  upon  training 
developments  in  other  agencies,  such  as  the  General 
Services  Administration,  the  U.S.  Office  of  Consumer 
Affairs,  the  Office  of  Personnel  Management,  and  the 
Federal  Complaint  Coordinating  Center. 
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The  Advisor,  the  Career  Management  Group,  and  the 
heads  of  units  shall  also  encourage  optimum  participation  by 
appropriate  Department  personnel  in  inter-agency  consumer 
affairs  workshops,  programs,  and  meetings  sponsored  by  the 
Consumer  Education  and  Information  Liaison,  the  U.S.  Office 
of  Consumer  Affairs,  and  other  organizations  and  agencies. 

D.  Consumer  Affairs  Specialist  Position  Series 

The  Advisor  has  consulted  the  heads  of  all  Department 
units  regarding  their  tentative  assessment  of  the 
Department’s  possible  need  for  personnel  with  specialized 
skills  in  dealing  with  public  complaints  and  inquiries  and 
other  consumer-related  functions.  While  the  Department  can 
make  no  commitment  as  to  the  desirability  of  a  new  position 
series  at  this  time,  at  the  request  of  the  Advisor  the  Justice 
Management  Division  has  assigned  a  member  of  the 
Personnel  and  Training  Staff  to  monitor  the  ongoing  efforts 
of  the  U.S.  Office  of  Consumer  Affairs,  the  U.S.  Office  of 
Personnel  Management,  and  an  inter-departmental 
committee  examining  this  matter.  At  the  appropriate  time, 
the  Advisor  and  the  Justice  Management  Division  shall 
formulate  a  Department  position  on  this  subject,  consistent 
with  the  best  interests  of  consumers. 

E.  Technical  Assistance  to  Consumers  and  Their 
Organizations 

Because  of  the  unique  nature  of  law  enforcement 
activities,  it  is  often  not  appropriate  for  the  Department  of 
Justice  to  extend  direct  technical  assistance  to  individual 
consumers  or  to  consumer  organizations.  In  those  few 
instances  in  which  direct  technical  assistance  may  be 
provided,  the  means  for  doing  so  are  usually  specified  by 
statute  and  are  not  adaptable  to  the  purposes  of  this 
Consumer  Program.  The  Department  of  Justice  always 
welcomes  the  views  and  suggestions  of  consumers,  however, 
and  requests  for  such  technical  assistance  shall  be 
considered  on  a  case-by-case  basis.  The  contact  point  for 
this  purpose  is: 

Consumer  Affairs  Advisor,  Office  of  the  Attorney  General, 
Department  of  Justice,  Washington,  D.C.  20530 

V.  COMPLAINT  HANDLING 

A.  Statement  of  Department  of  Justice  Policy 

It  is  the  official  policy  of  the  Department  of  Justice  to 
provide  the  public  with  the  most  authoritative  information 
and  the  fairest  possible  decisions  or  referrals,  in  a 
professional  manner.  However,  the  Department  may  not 
provide  private  legal  advice,  perform  private  legal  research, 
reveal  restricted  information  concerning  ongoing 
investigations  or  cases,  or  characterize  individuals,  - 
organizations,  or  companies.  This  is  a  standard  to  which  all 
Department  employees  are  expected  to  adhere.  The  Advisor 
and  the  heads  of  all  the  major  units  will  make  a  continuing 
effort  to  communicate  this  policy  to  Department  employees 
and  the  public  at  large. 

Nothing  in  this  statement  of  policy  or  in  this  Consumer 
Program  should  be  interpreted  as  creating  new  grounds  for 
constitutional,  legal  or  procedural  appeals. 

B.  Heightening  Public  Awareness 

The  Department’s  Office  of  Public  Affairs,  after 
consultation  with  the  Advisor,  shall  issue  press  releases 
containing  information  to  educate  consumers  on  the 
Department’s  mission,  to  invite  information,  comment  and 
complaints,  and  to  encourage  the  reporting  of  violations  of 
law  to  federal  law  enforcement  officials.  The  releases  shall 
specify  the  offices  within  the  Department  to  which  written 
comments,  reports  and  complaints  should  be  directed. 


Similar  information  shall  regularly  be  included  in  the 
Department’s  consumer  affairs  newsletter,  discussed 
elsewhere  in  this  program. 

Copies  of  the  releases  shall  be  regularly  sent  to  consumer 
organizations  for  inclusion  in  their  publications. 

Departmental  information  publications  shall  be  reviewed 
by  the  Advisor,  in  conjunction  with  a  designated  official  in 
each  unit,  to  consider  whether  revisions  are  appropriate,  to 
indicate  Departmental  receptivity  to  comments  and 
complaints,  and  to  designate  a  point  of  contact  within  the 
Department. 

C.  Complaint  Handling  Practices  and  Procedures 

The  Advisor  shall  inventory  all  units  of  the  Department 
periodically  to  determine  the  volume  and  types  of  consumer 
inquiries  and  complaints  received  and  the  procedures  used 
in  responding  to  these  inquiries  and  complaints.  The  advisor 
shall  also  review  mailroom,  mail  referral  unit,  and  telephone 
switchboard  procedures  to  ascertain  whether  inquiries  and 
complaints  are  receiving  appropriate  internal  handling.  After 
considering  current  procedures,  the  Advisor  shall  issue 
directives  establishing  the  performance  standards  to  be  met 
in  each  phase  of  the  Department’s  various  systems  of 
complaint  and  inquiry  handling.  The  directives  shall  seek  to 
insure  that  complaints  and  inquiries  receive  timely, 
courteous  and  appropriate  responses:  that  each  office  logs 
complaints  in  a  topical  format  and  in  accordance  with 
topical  categories,  including  those  received  by  telephone: 
that  complaints  are  routed  appropriately  to  Department  units 
and  offices  for  consideration:  that,  when  necessary,  inquiries 
and  complaints  are  promptly  and  properly  referred  to  other 
agenies  and  departments  for  attention:  that  systems  are 
adequate  for  the  tracking  of  complaints  and  for  the 
identification  of  key  bottlenecks  in  the  process;  that  systems 
are  adequate  to  facilitate  statistical  analysis  for  purposes  of 
Department  policymaking;  and  that  reporting  systems  are 
adequate  to  advise  Department  officals  of  the  patterns  and 
policy  implications  of  complaints  received. 

In  regard  to  his/her  responsibilities  for  complaint  and 
inquiry  practices  and  procedures,  the  Advisor  shall  be 
assisted  on  a  regular  basis  by  the  Consumer  Policy  Unit  and 
the  Consumer  Affairs  Committee  discussed  in  Section  I 
above,  and  by  the  Records  Management  Group  of  the  Justice 
Management  Division. 

D.  Timetable  for  Inventories 

The  initial  phase  of  an  inventory  of  Department  inquiry 
and  complaint  practices  and  procedures  is  currently 
underway.  Conclusions  regarding  existing  systems  should  be 
reached  by  June  30, 1980.  The  Advisor  currently  expects  to 
issue  directives  based  on  the  data  gathered  and  other  factors 
by  the  end  of  the  calendar  year,  December  31, 1980. 

The  inventory  seeks  to  obtain  data  regarding  the  scope  of 
complaint  and  inquiry  handling  within  the  Department,  to 
facilitate  the  coordination  of  information  and  resources,  to 
assist  in  long-range  planning,  to  stimulate  immediate 
improvements,  to  provide  the  basis  for  the  Advisor’s 
directives,  and  to  call  attention  to  the  importance  of  this 
function  within  the  managerial  structure. 

E.  Tentative  Observations 

Based  on  the  inventory  results  received  to  date,  some 
tentative  observations  may  be  made: 

1.  The  responsibilities  of  the  Department  are  diverse, 
complex  and  far-reaching;  consequently,  they  do  not  lend 
themselves  to  a  single,  central  system  of  inquiry  and 
complaint  processing,  or  to  detailed  guidelines.  No  data  have 
been  presented  which  substantiate  a  need  for  such  a  unified 
system.  To  the  contrary,  several  Department  managers  have 
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indicated  that  imposition  of  a  uniform  system  of  tight 
controls  could  prove  to  be  counter  to  the  best  interests  of 
consumers  of  Department  services. 

2.  A  large  number  of  the  complaints  and  inquiries  received 
by  the  Department,  even  those  alleging  violations  of  law,  are 
erroneously  directed  to  the  Department  by  individuals, 
reflecting  a  general  public  misperception  of  the  Department’s 
role.  This  is  a  matter  of  concern  throughout  the  Department 
and  will  be  addressed  on  an  ongoing  basis  by  the  Advisor. 
Many  complaints  received  from  consumers  of  marketplace 
goods  and  services  do  not  come  within  the  initial  or  primary 
jurisdiction  of  the  Department.  Consequently,  these  must  be 
referred  to  the  various  appropriate  federal  or  state  agencies 
or  private  organizations  for  consideration,  causing  delays 
and  inconvenience  for  consumers. 

3.  Complaint  and  inquiry  practices  vary  greatly  from  one 
unit  of  the  Department  to  another.  Eight  major  overall 
systems  for  receiving  mail  and  telephone  calls  exist:  one  for 
the  officers,  boards  and  divisions  headquartered  in 
Washington,  one  for  each  of  the  six  bureaus,  and  the  system 
of  "direct  contact”  for  field  offices,  regional  offices,  and 
United  States  Attorney  offices  around  the  country.  Each  of 
these  systems  is  comprised  of  many  different  sub-systems  at 
the  level  of  the  individual  operating  office,  specializing  in  a 
specific  subject  area. 

4.  A  common  pattern  in  the  systems  is  for  mail  and,  in 
some  instances  telephone  calls,  to  be  routed,  from  point  of 
initial  receipt  to  other  points  where  they  are  screened  and 
assigned  to  line  personnel,  usually  specialists  in  a  given 
area,  for  response  with  few  systematic  controls.  Such 
specialists  usually  perform  this  function  as  only  a  small  part 
of  their  regular  duties.  An  advantage  is  that  the  responses 
are  made  by  specialists  rather  than  generalists.  A 
disadvantage  is  that  control  of  the  response  mechanism  is 
more  difficult  than  in  a  centralized  system.  There  are  major 
exceptions  to  this  pattern  with  some  units  maintaining 
substantially  more  centralized  and  more  technically 
sophisticated  operations  than  others.  In  many  of  the  units 
the  Department  which  receive  relatively  few  complaints  and 
inquiries,  systems  requiring  the  major  elements  of  a  “model” 
system  would  probably  not  be  cost  efficient.  Due  to  the  size 
of  the  Department’s  mail  and  telephone  processing 
operations^  improvement  of  routing,  logging,  screening,  filing 
and  response  mechanisms  constitutes  a  major  managerial 
challenge  which  is  being  addressed  by  several  current 
initiatives.  The  Advisor,  the  Consumer  Policy  Unit,  and  the 
Consumer  Affairs  Committee  will  participate  in  these 
initiatives. 

5.  Complaints  and  inquiries  to  Departmental  offices 
outside  Washington  are  usually  handled  independently  of 
headquarters,  with  a  few  major  exceptions,  most  notably  the 
bureaus  which  tend  to  exercise  a  greater  degree  of  control 
over  field  practices  and  procedures. 

6.  There  is  ample  evidence  that  Department  personnel 
generally  perform  high  quality  work  in  the  area  of 
complaints  and  inquiries,  in  addition  to  their  other  duties. 
Heads  of  offices,  boards,  divisions  and  bureaus  have 
expressed  a  high  degree  of  confidence  in  the  responsiveness 
of  their  units. 

7.  Few  major  expressions  of  dissatisfaction  with  existing 
complaint  and  inquiry  systems  have  been  indicated  to  the 
Advisor,  with  the  exception  of  a  general  concern  with  the 
length  of  the  processing  time.  However,  high-level 
Department  managers  have  thus  far  revealed  considerable 
receptivity  to  practicable  improvements  in  current  systems. 

8.  Additional  improvements  in  the  Department’s  complaint 
and  inquiry  systems  would  require  development  of 
information  not  currently  available.  Other  improvements  will 
be  considered  by  the  Advisor,  the  Consumer  Policy  Unit,  and 


a  permanent  subcommittee  of  the  Consumer  Affairs 
Committee  to  be  called  the  Subcommittee  on  Complaints  and 
Inquiries.  The  subcommittee  currently  consists  of 
representatives  of  the  following  units: 

Antitrust  Division  ' 

Civil  Division 

Civil  Rights  Division 

Criminal  Division 

Federal  Bureau  of  Investigation 

Immigration  and  Naturalization  Service 

justice  Management  Division 

Office  of  Information  Law  and  Policy 

The  Advisor  has  requested  the  heads  of  offices,  boards, 
divisions  and  bureaus  to  notify  him  of  the  improvements 
which  feasibly  and  expeditiously  can  be  instituted. 
Responses  are  currently  being  received.  Compilation  of  the 
responses  regarding  immediate  improvements  will  be 
followed  by  issuance  of  Departmental  directives  establishing 
performance  standards  by  the  end  of  the  fiscal  year, 
September  30, 1980. 


The  Advisor,  Consumer  Policy  Unit,  the  Subcommittee  on 
Complaints  and  Inquiries  shall  prepare  an  internal 
Departmental  resource  guide  for  use  in  responding  to 
consumer  complaints  and  inquiries.  The  guide  shall  include 
responses,  information  regarding  functions  of  major  units, 
information  regarding  other  agencies  and  departments,  and 
the  performance  standards  established  by  the  Advisor.  Each 
employee  with  a  high  degree  of  involvement  in  the  handling 
of  public  complaints  and  inquiries,  including  employee  of 
U.S.  Attorneys  Offices  and  field  offices,  shall  be  provided  a 
copy  of  the  guide.  This  guide  will  supplement  and 
complement  the  use  of  the  Consumer's  Resource  Handbook, 
10,000  copies  of  which  have  already  been  distributed  to 
personnel. 

The  projected  date  for  distribution  of  the  internal  guide 
within  the  Department  is  the  end  of  the  calendar  year, 
December  31, 1980. 

H.  Evaluation  of  Complaint  Handling  Systems 

After  completing  the  initial  inventory,  accomplishing  the 
immediately  feasible  improvements,  issuing  and 
implementing  the  peformance  standards,  and  distributing  the 
complaints  and  inquiry  guide,  the  Advisor,  assisted  by  the 
Consumer  Policy  Unit,  the  Subcommittee  on  Complaints  and 
Inquiries,  and  the  Records  Management  Group  of  the  Justice 
Management  Division,  shall  regularly  evaluate,  on  an 
ongoing  basis,  the  results  of  the  various  systems  and  the 
promptness  and  quality  of  the  Departmental  responses  to 
consumer  inquiries. 


The  Department  has  established  a  position  of  Consumer 
Affairs  Advisor  to  the  Attorney  General.  (See  Section  I.)  This 
position  shall  be  filled  at  either  the  GS-15  or  GS-14  level. 


G.  Consumer  Complaint  and  Inquiry  Guide 


I.  Statistical  Analysis 

The  Advisor  shall  prepare  an  annual  report  to  the 
Attorney  General,  to  be  circulated  to  all  unit  heads, 
analysing  the  complaints  received  by  the  Department  and 
recommending  improvements.  The  Attorney  General  and 
each  unit  head  shall  consider  the  patterns  of  complaints 
received  and  the  concerns  generally  expressed  regarding 
Departmental  policies  and  practices.  The  patterns  of 
complaints  shall  also  be  considered  by  Department 
decisionmakers  in  conducting  policy  analysis  and  in 
planning  of  budgeting,  staffing,  workload,  priorities  and 
performance  standards. 

VI.  OVERSIGHT 
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The  Advisor  shall  be  located  in  the  Attorney  General’s 
office,  and  shall  report  directly  to  the  Attorney  General  as  to 
all  matters  referred  to  in  this  Consumer  Program.  The 
responsibilities  of  the  Advisor  are  specifically  set  forth  in 
Sections  I-V  of  the  Program.  The  Advisor  shall  work  in 
conjunction  with  designated  officials  in  various  units  in  the 
Department,  as  articulated  heretofore  in  this  Program,  and 
may  bring  to  the  direct  attention  of  the  Attorney  General  any 
matters  relevant  to  a  unit’s  performance  under  this  Program 
for  consideration  and  action. 

Dated:  May  23, 1980. 

Benjamin  R.  Civiletti, 

Attorney  General. 

BILLING  CODE  4410-01-M 


f 


U.S.  DEPARTMENT  OF  JUSTICE 
CONSUMER  IMPACT 


39218 


Ffidflrnl  Dooioto.  /  ir-i  ..  ..  . 

112  '  Monday,  June  9,  1980  /  Notices 


INFREQUENT  OPERATING  IMPACT/INFREQUENT  POLICY 


Federal  Register  /  Vol.  45,  No.  112  /  Monday,  June  9,  1980  /  Notices 


39219 


LISTING  OF  CURRENT  DEPARTMENT  OF  JUSTICE 
PUBLICATIONS  OF  INTEREST  TO  THE  GENERAL  PUBLIC 

Single  copies  of  the  following  publications  may  be  obtained  by 
contacting  the  office  indicated: 


Profiles  in  Crime. 

Contact:  Publications  Unit,  Room  6236,  Federal  Bureau  of 
Investigation,  Washington,  D.C.  20535,  Tel.  (202)  324-2835 
Or:  Your  nearest  FBI  field  office. 

Immigration  and  Naturalization 

United  States  Immigration  Laws. 

Naturalization  Requirements  and  General  Information. 

Our  Immigration — A  Brief  Account  of  Immigration  to  the  U.S. 
Contact:  Information  Unit,  Immigration  and  Naturalization 
Service.  Washington,  D.C.  20536,  Tel.  (202)  633-4330 
Or:  Your  nearest  INS  office. 


General 

Annual  Report  of  the  Attorney  General  of  the  United  States. 

Legal  Activities. 

Department  of  Justice  Function  and  Organization. 

Contact:  Office  of  Public  Affairs,  Department  of  Justice, 
Washington,  D.C.  20530,  Tel.  (202)  633-2007 

Antitrust 

Antitrust  Enforcement  and  the  Consumer  * 

Contact:  Consumer  Affairs  Section,  Antitrust  Division, 
Washington,  D.C.  20530,  Tel.  (202)  724-6282 

Or:  Your  nearest  Antitrust  Division  field  office. 

Community  Relations 

Guidelines  for  Effective  Human  Relations  Commissions. 

Nobody  would  argue  that  prison  administrators  shouldn’t  control 
their  institutions.  But  when  minority  group  inmates  feel  their 
rights  are  violated,  the  result  is  predictable  (Corrections 
Brochure). 

Like  they  say  experience  teaches.  And  it  has  taught  us  something 
about  racial  disputes  in  high  schools  and  colleges  (Education 
Brochure). 

‘Police  use  of  Deadly  Force. 

School  Security — Guidelines  for  Maintaining  Safety  in  School 
Desegregation. 

A  Synopsis — the  CRS 

Viewpoints  and  Guidelines  on  Court-Appointed  Citizens 
Monitoring  Commissions  in  School  Desegregation.  CRS  Annual 
Report. 

It  isn't  easy  for  people  caught  up  in  a  racial  dispute  to  find  a  way 
out.  Emotions  run  high.  Issues  may  be  complex.  And  a  basic 
problem  often  prevents  working  out  a  solution  *  *  *  (General 
Brochure). 

School  Disruptions:  Tips  for  Educators  and  Police. 

Desegregation  Without  Turmoil:  The  role  of  the  Multiracial 
Coalition  in  Preparing  for  Smooth  Transitions. 

Examples  of  CRS  Aid  to  Communities. 

Contact:  Public  Information  Office,  Community  Relations  Service, 
Department  of  Justice,  Tel.  (202)  724-7386 

Or:  Your  nearest  CRS  field  office. 

Drug  Enforcement 

Drug  Abuse  and  Misuse. 

Soozie  (a  coloring  and  cut  and  paste  book). 

Drogas — Un  Folleto  De  Bolsillo 

Drugs  of  Abuse. 

Controlled  Substances:  Uses  and  Effects  (chart) 

Drug  Enforcement  Administration  (DEA)  (Summary  of  functions). 

DEA  Fact  Sheet  (Variety  of  Subjects). 

Contact:  Office  of  Public  Affairs,  Drug  Enforcement 
Administration,  Department  of  Justice,  Washington,  D.C.  20530, 
Tel.  (202)  633-1249 
Or:  Your  nearest  DEA  field  office. 

Federal  Bureau  of  Investigation  1 

The  FBI  National  Academy. 

Cooperation:  The  Backbone  of  Effective  Law  Enforcement. 

Search  by  Consent. 

The  FBI  Laboratory. 

FBI  Law  Enforcement  Bulletin. 

Fingerprint  identification. 

Crime  Resistance. 

The  National  Crime  Information  Center  and  You. 

The  Story  of  the  FBI. 

99  Facts  About  the  FBI.  Questions  and  Answers. 

FBI — Career  Opportunities. 

Crime  in  the  United  States. 


1  The  FBI  also  maintains  various  reprints  from  the  FBI  Law  Enforcement 
Bulletin  which  are  available.  Inasmuch  as  these  change  constantly,  no  list  is 
being  furnished.  A  correspondent  needs  only  to  state  the  field  of  his/her 
choice  and  the  FBI  Publications  Unit  will  make  an  effort  to  fill  the  request. 


Justice  Assistance,  Research,  and  Statistics 
Improving  Juvenile  Justice. 

Police  and  Public  Safety. 

This  is  NCJRS.2 
The  NCJRS  Collection. 

NCJRS  Document  Loan  Program. 

Home  Security  Starts  at  Your  Door. 

Sourcebook  of  Criminal  Justice  Statistics. 

Justice  Assistance  News. 

Contact:  Office  of  Public  Information,  Office  for  Justice 
Assistance,  Research,  and  Statistics,  Washington,  D.C.  20531. 


Federal  Prison  System 
Education  for  Tomorrow 

Development  of  the  Federal  Prison  System  Facilities  1978 
Female  Offenders  in  the  Federal  Prison  System 
Contact:  Documents,  Distribution  and  Control,  Bureau  of  Prisons, 
Department  of  Justice,  Washington,  D.C.  20534,  Tel.  (202)  724- 
5998 

Civil  Rights 

Various  Civil  Rights  Acts 
La  Division  de  Derechos  Civiles 
(Derechos  Humanos) 

Contact:  FOIA/PA  Branch,  Civil  Rights  Division,  Department  of 
Justice,  Washington,  D.C.  20530,  Tel.  (202)  633-3883 

Criminal  Division 

Handbook  for  Federal/State  Law  Enforcement  Committees 
The  United  States  Government  Antiterrorism  Program 
Contact:  General  Litigation  and  Legal  Advice  Section.  Criminal 
Division,  Department  of  Justice,  Washington,  D.C.  20530,  Tel. 
(202)  724-6948 

Information  Regarding  the  Gambling  Devices  Act  of  1962 
Contact:  Gambling  Devices  Unit,  Office  of  Legal  Support  Services, 
Criminal  Division,  Department  of  Justice,  Washington,  D.C. 
20530,  Tel.  (202)  724-6657 

Material  Regarding  the  Office  of  Economic  Crime  Enforcement 
Contact:  Office  of  Economic  Crime  Enforcement,  Criminal 
Division,  Department  of  Justice,  Washington,  D.C.  20530,  Tel. 
(202)  724-7021 


2 NCJRS — National  Criminal  Justice  Reference  Service.  Established  1972. 
NCJRS  collects  materials  and  maintains  a  library  of  close  to  40,000  documents 
on  criminal  justice  subjects  and  a  computerized  data  base  of  bibliographic 
descriptions  and  abstracts.  OJARS  has  granted  the  NCJRS  a  contract  to 
perform  this  work. 


Land  Acquisition 

How  and  Why  the  Government  Acquires  Property  for  Federal 
Public  Purposes. 

A  Procedural  Guide  for  the  Acquisition  of  Real  Property  by 
Government  Agencies. 

Standards  for  the  Preparation  of  Title  Evidence  in  Land 
Acquisition  by  the  United  States. 

Uniform  Appraisal  Standards  for  Federal  Land  Acquisitions. 
Contact:  Land  Acquisition  Section.  Land  and  Natural  Resources 
Division,  Department  of  Justice,  Washington,  D.C.  20530,  Tel. 
(202)  633—4476 

Land  and  Natural  Resources 
Land  and  Natural  Resources  Division  Journal 
Contact:  Editor,  Land  and  Natural  Resources  Division  Journal, 
Department  of  Justice,  Washington,  D.C.  20530 

Prisons 
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Information  Booklet  for  U.S.  Citizens  Incarcerated  in  (Bolivian, 
Canadian  or  Mexican)  Prisons  .  .  . 

Contact :  Office  of  International  Affairs,  Criminal  Division, 
Department  of  Justice,  Washington,  D.C.  20530,  Tel.  (202)  724- 
7600 

Report  to  Congress  on  the  Administration  of  the  Foreign  Agents 
Registration  Act 

Foreign  Agents  Registration  Act  in  pamphlet  form 
Public  Law  893  in  pamphlet  form 
Voorhis  Act  in  pamphlet  form 

Public  filings  of  registrants  under  the  statutes  cited  above. 

Contact:  Internal  Security  Section,  Criminal  Division,  Department 
of  Justice.  Washington,  D.C.  20530,  Tel.  (202)  724-6913 

MAJOR  DEPARTMENT  COMPLAINT  AND  INQUIRY  CONTACT 
POINTS 

The  following  is  a  listing  of  points  within  the  Department  of 
Justice  which  receive  substantial  numbers  of  complaints  and 
inquiries.  This  should  not  be  interpreted  as  a  comprehensive  listing 
of  all  complaint  and  inquiry  contact  points. 

When  individuals  are  uncertain  as  to  which  office,  board,  division 
or  bureau  to  contact,  the  following  mailing  address  should  be  used: 
Department  of  Justice,  Washington,  D.C.  20530 
The  main  telephone  number  for  the  offices,  boards,  and  divisions 
located  in  Washington  is:  (202)  633-2000. 

Antitrust  Division 

Office  of  Operations,  Antitrust  Division,  Room  3214,  Main  Justice 
Building,  Washington,  D.C.  20530  (202)  633-3543 
Consumer  Affairs  Section,  Antitrust  Division,  604  Safeway 
Building,  Department  of  Justice,  Washington,  D.C.  20530  (202) 
724-6786 

And:  8  field  offices  located  in  major  cities  around  the  country. 

Civil  Division 

Communications  Office,  Civil  Division,  Room  1172-D,  Safeway 
Building,  Washington,  D.C.  20530  (202)  724-6842 

Civil  Rights  Division 

Administrative  Branch,  Citizen  Complaint  and  Response  Unit, 

Civil  Rights  Division,  Room  7601,  Main  Justice  Building, 
Washington,  D.C.  20530  (202)  633-3883 

Community  Relations  Service 

Deputy  Director,  Community  Relations  Service.  Room  648,  Todd 
Building,  Washington,  D.C.  20530,  (202)  724-7373 
And:  10  regional  offices  and  3  field  offices,  located  in  major  cities 
around  the  country. 

Criminal  Division 

Correspondence  Unit,  Office  of  Legal  Support  Services,  Criminal 
Division,  Room  300,  Federal  Triangle  Building,  Washington,  D.C. 
20530,  (202)  724-6656 

And:  14  field  offices  and  strike  force  offices,  located  in  major  cities 
around  the  country. 

Drug  Enforcement  Administration 

Office  of  Public  Affairs,  Drug  Enforcement  Administration,  Room 
1103,  Eye  Building,  Washington,  D.C.  20537,  (202)  633-1249 
And:  5  domestic  regional  offices,  3  overseas  regional  offices,  and 
28  district  offices,  located  in  major  cities. 

Federal  Bureau  of  Investigation 

Public  Affairs  Office,  Federal  Bureau  of  Investigation,  Room  6236, 

J.  Edgar  Hoover  Building,  Washington,  D.C.  20535,  (202)  324- 
3000 

And:  496  field  offices  and  resident  agencies,  located  in  major  cities 
around  the  country. 

Immigration  and  Naturalization  Service 

Records  Administration  and  Information  Branch,  Immigration  and 
Naturalization  Service,  Room  5122.  Chester  Arthur  Building, 
Washington,  D.C.  20536,  (202)  633-4258 
And:  4  regional  offices,  35  domestic  district  offices,  3  foreign 
district  offices.  21  border  sector  headquarters,  and  386  field 
offices  located  in  major  cities. 


Office  for  Improvements  in  the  Administration  of  Justice 

Office  for  Improvements  in  the  Administration  of  Justice,  Room 
4234,  Main  Justice  Building,  Washington,  D.C.  20530,  (202)  633- 
3280 

Office  of  Information  Law  and  Policy 

Office  of  Information  Law  and  Policy,  Room  5259,  Main  Justice 
Building.  Washington,  D.C.  20530,  (202)  833-2674 

Office  of  Justice  Assistance,  Research  and  Statistics 

Correspondence  Control,  Office  of  Justice  Assistance,  Research 
and  Statistics,  Room  1386,  Indiana  Building,  Washington,  D.C. 
20531,  (202)  724-5974 

Office  of  Public  Information,  Office  of  Justice  Assistance, 

Research  and  Statistics,  Room  1242,  Indiana  Building, 
Washington,  D.C.  20531,  (202)  724-7782 

Justice  Management  Division 

Records  Management  Group.  Justice  Management  Division,  B-118, 
Main  Justice  Building,  Washington,  D.C.  20530,  (202)  633-1949 

Land  and  Natural  Resources  Division 

Policy,  Legislation,  Special  Litigation  Section,  Land  and  Natural 
Resources  Division,  Room  2615,  Main  Justice  Building, 
Washington,  D.C.  20530,  (202)  633-2847 

And:  3  field  offices  in  major  cities. 

Bureau  of  Prisons 

Public  Information  Office,  Bureau  of  Prisons,  Room  554,  HOLC 
Building,  Washington,  D.C.  20534.  (202)  724-3199 

And:  5  regional  offices  and  46  correctional  facilities,  located 
throughout  the  country. 

Office  of  Professional  Responsibility 

Office  of  Professional  Responsibility,  Room  4313,  Main  Justice 
Building,  Washington,  D.C.  20530,  (202)  633-3365 

Office  of  Public  Affairs 

Office  of  Public  Affairs,  Room  5114,  Main  Justice  Building, 
Washington,  D.C.  20530  (202)  633-2028 

United  States  Marshals  Service 

Public  Affairs  Office,  United  States  Marshals  Service,  Room  209, 
Tysons  Corner  Center,  McLean,  Virginia  22102  (202)  285-1144 

And:  95  district  offices  in  major  cities  around  the  country. 

United  States  Attorneys 

Executive  Office  for  United  States  Attorneys,  Room  4117,  Main 
Justice  Building,  Washington,  D.C.  20530  (202)  633-2121 

And:  94  United  States  Attorneys  offices  located  in  major  cities 
around  the  country. 
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DEPARTMENT  OF  JUSTICE 
CONSUMER  MAILING  LIST 


Please  add  my  name,  and  the  organization  I  represent,  if 
any,  to  the  list  of  consumers  and  consumer/public  interest 
organizations  who  will  be  informed  of  consumer  news,  events, 
regulations,  and  publications  sponsored  by  the  Department  of 
Justice. 


Signature 


(Please  Print) Name 


Organization- (if  any) 


Number  Street  Apt. 


City,  State  Zip 


(area  code)  (number) 
Telephone 

NOTE:  Mail  this  form  to: 

Consumer  Affairs  Advisor 
Office  of  the  Attorney  Gen  ora.*? 
Department  of  Justice 
Washington,  D.C.  -20530 
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